
Monzo’s Actions -v- Monzo’s Ts&Cs -v- Payment Services Regulations 2017 
 
This document sets out my understanding of the way that Monzo has been dealing with a number 
of its customers and considers these actions in light of its own Terms and Conditions and the 
Payment Services Regulations 2017.  For the avoidance of doubt, Monzo’s actions and their 
Ts&Cs must comply with the relevant provisions of PSR2017. 
 
It is important to understand that Blocking Payments and Closing Accounts are two separate 
issues. 
 
Blocking Payments 
A bank might block one or more individual payments for a variety of reasons, such as there are 
insufficient funds in the account or the bank has reasonable cause to believe that the specific 
transaction involves some form of fraud.   
 
Blocking a single, possibly fraudulent, transaction should not necessarily other transactions from 
being processed normally.  If the bank reasonably considers that a payment into an account is 
fraudulent then they can freeze just that amount of money so that it doesn’t leave the account 
whilst the other money in the account continues to be available to the customer. 
 
Another important issue is whether or not Monzo should tell you what is going on. 
 
Regulation 71(3) of PSR2017 [as applied to Monzo] says: Monzo must, by using one of their 
usual channels and before carrying out any measures to stop the use of the card or APP  -  

1. (a)  inform you that it intends to stop the use of the card or APP; and  
2. (b)  give its reasons for doing so.  

 
Monzo will argue that it can’t do this because of what is called ‘tipping-off’ (i.e. alerting the 
fraudster) but the FCA address this point as follows: 
 
Para 19.20 of the FCA Approach to PSR2017 V4 says that the banks legal and regulatory 
obligations to communicate with customers and third parties will not necessarily constitute 
‘tipping off’ under section 333A of the Proceeds of Crime Act 2002. 
 
So, in my view, Monzo are hiding behind regulations rather than applying them in a sensible and 
proportionate manner.  
 
Closing Accounts 
Banks have the right to close an account if they no longer want that customer’s account, but they 
must give two months’ notice.  This is specified in Regulation 51 of PSR2017. 
 
The account must operate as normal during this period so that the customer can make new 
banking arrangements and Monzo can transfer the balance to the new account.  
 
Monzo appear to think that they can completely close a customer account without giving notice, 
so I invite them to point out the Regulations that allow them to do this. 
 
As I have already explained, Monzo could freeze an incoming payment or a specific outgoing 
payment if they reasonably suspect that it is fraudulent, but this does not mean that they have to 
close the whole account without notice. 
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